The evolution of the 'digital age' has prompted profound changes in the library and information services environment. The main characteristics of the information society have been defined as: "changed perceptions of the importance of the role of information; the growth in the amount of information now available and the wide variety of formats; the size and continued growth of the information sector in modern economies; and the rate of technological change and the impact of technology" (Mullins, Ferguson & Houghton, 2000, p. 5). Clearly this has implications for libraries and their staff, who must be ready to face new challenges, and devise procedures to manage organisational change.
skills such as communication, and should undertake training in order to be able to implement change in each working group. They need to adopt an entrepreneurial, innovative approach, developing the motivation, for instance, to adopt new information services and IT products.
They also have to be able to extend their ability to understand the people affected by the change process, and to develop their managerial behaviour, for example in encouraging staff participation in the process, in fostering employee development, in empowering staff and in rewarding improvements in performance. Managers at this level must also foster their team management skills in order to facilitate the working together of diverse groups of people.
Library employees too have their part to play in adapting to change. They need to be able to see change as an opportunity rather than a threat, have the motivation to seek information and the ability to learn. To these employees, achievement is the motivation for excellence in performance. They must be able to work well under pressure, and to work in collaboration with other members of the team, their primary goal being the serving of the library's clientele.
These people-oriented changes in library and information services will require the redesigning of the human resource system. This will include the creation of a database not only to record the competencies and skills needed for each task, but also to match employees to jobs.
Linking the database to the inventory of a professional recruiting company will also help to locate suitable candidates when vacancies arise. The development of the digital library will particularly require the recruitment of people with IT skills.
As noted in the 1998 Benchmarking Club document, a high priority must be given to staff development, with equal opportunities for staff at all levels, whether professional or clerical, permanent or temporary. Such opportunities for development should be provided on an ongoing basis. The designing of a task-competency and task-skill training plan database will aid this process, as will the organisation of diversified modules of training; for example, workshops on different themes (such as the management of change, teamwork, customer orientation and communication skills); demonstrations, for example, of IT products; seminars on such themes as the issue of copyright as it relates to electronic publishing; training courses; and conferences. Staff competency training may be outsourced to professional organisations with training expertise.
The criteria by which staff performance is evaluated must also be reassessed (Schneier, 1994) . The satisfaction of users rather than management must now be taken into consideration, and staff performance measured by both behaviour and results. The changing information organisation must provide benchmarks, standards for productivity, user satisfaction, effectiveness in communications, and so on. Assessment will change from the hierarchical to the horizontal, empowering the working group, weakening the supervisory level, and enabling top management to see individuals at each level and thus prevent a biased evaluation.
